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10 LEARNINGS ABOUT DESIGNING
A MONEY MANAGEMENT SERVICE WITH
THE BROMLEY BY BOW CENTRE

In the autumn of 2018 Almost Any How was commissioned to
evaluate the Bromley by Bow Centre’s Getting on with Money
Programme. This document is a public and condensed
version of the human-centered research evaluation delivered to
the GOWM team.
We want to share our insights and learnings, along with the
method and intention of Almost Any How. We appreciate you
taking time to have a look.
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A pioneering charity,
the Bromley by Bow Centre
in Tower Hamlets, London
combines an extensive
neighbourhood hub with
a medical practice and a
community research project.
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If we
understand
‘why’, then
almost any
is possible
Almost Any How are facilitators, designers and
researchers.
We collaboratively design services, spaces,
systems and products - the things people are
manifesting in the world.
We also transform how individuals, teams
and organisations listen, learn and collaborate - keys,
we think, to regenerative and sustainable futures.
This, we believe, must start with how we lead and
facilitate design with our teams and with the people
we’re serving (beneficiaries, patients, citizens, etc.).
In this publication we want to convey the intention and core of why and how we work, and in
the context of our collaboration with the Bromley by
Bow Centre. Design, for us, encompasses a balance
of two core elements: affection and power.
Design must, as Wendell Berry writes, ‘turn
on affection’. It must be rooted in care and emotional
intimacy. This care and intimacy provide the foundation and context from which one creates an experience that responds intelligently and empathically to
fundamental human needs - the needs of our end-users, our teams and ourselves.
From one of the great humans of the past
century, Wendell Berry wrote, "By that local experience
we see the need to grant a sort of preemptive sympathy to
all the fellow members, the neighbors, with whom we share
the world. As imagination enables sympathy, sympathy
enables affection. And it is in affection that we find the
possibility of a neighborly, kind, and conserving economy".
Secondly, design must have power - it must
be affirming and it must be a cultural competence
aligned across organisations. The systems scientist
and professor of transformation at MIT, Peter Senge,
sums this up when he asks, "Do we meet each person
curious about the miracle of a human being that we are
about to connect with? Or do we meet a poor person that
we are about to help?"
The leadership team at the Bromley by Bow
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Centre are committed to the implication in Senge's
quote, and it's why the Getting on With Money team
chose to work with Almost Any How to assess and
rethink their money management programme.
Getting on with Money is funded by the
National Lottery Community Fund. The aim of the
project is to build the financial resilience of Tower
Hamlets residents, with a particular focus on times
of crisis. The project provides one-to-one money
management support sessions to people on low incomes, as well as delivering outreach work at Bow
Foodbank. In addition, the project also provides
workshop sessions to engage the community in
thinking about money, as well as supporting a network of volunteers to develop and deliver activities
which support financial resilience. This engagement
focuses on the one-to-one element of the project.
The one-to-ones are offered at 9 locations
around Tower Hamlets. Sessions are focussed
around an income and expenditure form as well as a
self-reported outcome measurement tool to open up
conversations about finances. Conversations are free
flowing and often cover other things that are going
on in clients’ lives, as well as the emotional side of
their current financial situation. Advisors cover:
• Benefits
• Budgeting
• Banking

• Credit and debt
• Savings and insurance
• Other services and
onward referrals

What we look to achieve with the analysis,
insights and recommendations in this report is affirmation and appreciation for the beautiful work done
to this point by the Getting on With Money team,
and to present the opportunities for incremental and
impactful change to the moment-to-moment experience delivered by the service - ultimately to support
and empower people in the management of their
lives, their relationships and their money.

DESIGN MUST
'TURN ON
AFFECTION'.
AFFECTION IS
AN INTENTION,
NOT A METHOD.
WE MUST GET
BEYOND DESIGN
AS PURELY
'A METHOD'.
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Insights,

learnings

at GOWM
we want to build
an experience that is
tough and loving, cohesive
and that is supporting
robustness to deal with
complexity and chaos

Each brief Almost Any How undertakes
is collaboratively created with the client.
With the GOWM team (and for
any successful human-centred design
brief) it started with an understanding
of the trajectory, vision and values of the
team and the larger organisation - the insights, synthesis and recommendations
must be aligned. We worked with the
team to identify what our engagement
would be supporting.
We asked and listened. What do
you want to build? What do you want to
take care of? What do you want to reinforce? What do you want to scale? And
together we outlined the vision (above).

Each one of the ten learnings are insights
from beneficiary interviews*. They are a
combination of things we believe GOWM
are already doing well and feedback we feel
could supplement that good work. These
learnings are infinitely relevant for a range
of services - financial and otherwise.

Our work with the Bromley by Bow Centre, then, had two intentions:
1. Conduct human-centred (ethnographic) research to define the design and communications of a ‘money management’
service that more holistically and dynamically meets the needs of a range of beneficiaries going forward.
2. Continue to explore the challenges associated with living in poverty in the UK
to define and communicate how services,
spaces, programmes and systems should
be designed for everyone.

*We conducted 14 one-to-one in-depth interviews with beneficiaries of the Getting on With Money Programme. The
design of the interview guide was informed by literature on social support, money management, debt and poverty, among
others. As a thank you, we provided gift vouchers to the interviewees.
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learnings

The Getting on With Money
Programme at BbBC
is vital today - it meets a
range of needs

There are two key pieces of any service: a. the offering and experience and b. the culture and intention that the service is grounded in - the basis
for the relationship (both of which intertwine and
coagulate). The one-to-one sessions of GOWM
are described as a programme to "support people
to take control of their finances, recover from crisis
and avoid recurrence". The evaluation of GOWM
revealed throughout a culture and intention that
is approachable, understanding and caring.
The team was described as "genuinely very
nice people". One beneficiary shared, "The language that they use, the tone that they have, their body
language, all of that sort of stuff plays a part…. I just
had a really nice vibe from them… they’re speaking in
languages that are so simple – down to earth".
When asked about the result of the work
with the GOWM team over the course of the
programme, one beneficiary responded, "it kind

of brought me back into positivity again".
The service itself has made a drastic difference in the day-to-day financial and emotional
lives of those it’s served. One woman said, "Definitely life changing actually, even though it’s not been
a very long time because since I’ve engaged with these
guys, I’ve saved up quite a bit already… I’ve become
more conscious about how what I do on a day to day
basis, how I’m spending, not being reckless. I feel like I
was quite reckless…".
The service was described as responding to a range of needs, including and not limited to: catharsis and respite - debt and emotional
support, an opportunity to be heard, awareness
around income, expenses and spending habits,
rules of thumb and tactics for saving and maximising money, validation and affirmation, insight
into the welfare system and bureaucracy, warmth
and affection, among others.

"It kind of brought me back into positivity again".

photo by Joao Fernandes / aoleal.com
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learnings

GOWM is not (just)
money management
(and it shouldn't be)

"I was most surprised about the way to handle my debts. I didn’t
know how to handle it, I didn’t know where to start, which letter
to open first, which letter to put aside, which one’s primary, which
one’s secondary, which one’s like now, now, I didn’t know that. Remember that pile of letters that was so high it didn’t fit in my letter
box, the letter box was only two inches, and the pile of letters were..."
"Things were tight, but I was working, so all of a sudden when your
money’s just dropped by a few hundred pounds a month, you notice
it".
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Most beneficiaries show up to
the service in crisis looking to
alleviate their debt, and often
times after chaotic events. Money management programmes like
GOWM must respond to these
crises while building financial literacy and resiliency.
Without debt, we heard
people would feel free to pursue
their goals and their futures – debt
has them feeling stuck, it means
insecurity for their families' future
and it is hopelessness.
Chaotic, life altering
events are inevitable and happen
abruptly and unexpectedly, "my
arm went numb and I haven’t been
able to work for a year”, “I was diagnosed with cancer” or “I didn’t
know I owed the council £3000”
and this chaos affects our mental
health, our relationships and our
aspirations for our self and families. What’s more, the systems in
place to support people are ever
changing, difficult to decipher
and not human, particularly when

you’re experiencing crisis.
"I had no idea that was going to happen… for whatever reason,
I just thought, ‘yeah, I’m just going to
drop her at school and that’s it, but
two weeks of like, half days going to
drop her maybe two hours… It’s just
the settling in period so they don’t
feel overwhelmed… Financially It was
a bit of a blur because, like I said, I
didn't expect the two weeks to be doing the settling in which meant that I
can't work".
The intention for GOWM
is to build resiliency and flexibility
to respond to manage chaos and
complexity.
"I’ve been diagnosed with
lymphoma, it was November, last
year...When you get it it’s like you
not have the ground on your feet.
Everything you plan in your life has to
be well planned because you cannot
make plans for long and you have to
try to sort out financial and all this
because I don’t want to pass away tomorrow and leave trouble to my wife
and my kids. And all this, my really

concern is financial".
Although the service was
originally conceived of as being a
pure money management service,
it quickly became clear that it was
necessary to provide light touch
support around existing issues
e.g. debts, benefit issues, in order
to engage clients in crisis.
As a result of turbulence,
most people we spoke to are experiencing some level of anxiety and
ill mental health. According to the
author of The Psychology of Money, Adrian Furnham, the top four
emotions associated with money
are: anxiety, depression, anger and
helplessness.
Programmes like GOWM
must facilitate moments of calm
and reassurance (see learning six)
and must offer cohesive ways for
beneficiaries to navigate debt
in conjunction with a strategy
and tactics to reflect, plan, save
and grow. GOWM is not exempt
from debt support, and they have
shown to also do that well.
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learnings

A co-created vision
will support cohesion
and accountability

"When they grow up they can at least say mum gave us something…
Mum has taken care of us".
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Money management must fundamentally be about beneficiaries defining what is meaningful in their lives and what they're
working toward - to have a vision - and consistently referencing and working toward that vision. Give the beneficiary the
task of digging down to what is important to them, whether
that is their aspiration to train as a nurse or help their child
‘break the cycle’ or buy a home for their family. Get them to
answer why those things are important - security, enlightenment, accomplishment, freedom, among others.
Having regular, consistent contact with a single liaison
will allow for both people to hold the vision and make sure
the beneficiary is working toward that vision. At times, beneficiaries described incongruence and fractured support that
was not necessarily dependant on a single point of contact, all
regarding their finances. One beneficiary described three different liaisons at Bromley by Bow Centre for three purposes:
"We kinda went through the problems and the issues that I
was having. She then referred me to certain people from here… So I’ve
seen Sarah, I think her name is. She’s from [Service I], but she comes
here on certain days to help. I saw her for debt, I also seen Mokshuda,
regarding putting me forward for East End energy fit, stuff like that.
And I’ve seen Mosrath, who tried to help me with the debt with utility
bills".
People are on a journey of change across different elements of their lives, whether that is changing their diet, starting
a nursery business, developing personally like learning English or training to become a nurse, deepening their spiritual
and personal resolve, looking for love and connection, among
others. "When you’re faced with something that you think could be
life changing, you start thinking, what changes can I make to try and
help the situation... I've started juicing. That really helped. I lost a lot
of weight... I think I just realised how important your health is", said
one beneficiary regarding the change he sought in his health
and wellbeing. Acknowledge that our relationship to money,
like our relationship to food for example, requires a shift in
mindset and grit and consistency over a period of time, which
should be inspired by the vision.
One way to support accountability is through compassionately honest reflection, something GOWM has shown to
support in their service. One beneficiary shared, "I didn’t want
to know… it’s just that I know I’m spending badly but, I feel like I just
didn’t want to know that I’m spending really silly and stupidly. It was
just like ignore it even though I should have like it was inside me like
I should have. I didn’t have the courage".
We also suggested that beneficiaries make the vision a
strong visual. Many are visual learners and humans are strong
visual-spatial animals, especially when the visual is unreasonable or slightly absurd (which is what the vision should be).
Give them the task of making something they can refer back
to whether it’s in front of them or not. Find time and ways of
rewarding and reinforcing change that is working toward the
vision - express thanks and appreciation and support them to
do so as well.

photo by Jack Lorefice
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learnings

Beneficiaries are
systems (so serve
them like they are)

"Yeah, it’s kind of your upbringing and stuff like that and just trying to break the cycle really. I’ve always pushed my son to be better
and I know most parents do... and he also knows that if he doesn’t
work hard in life, or even now, at the stages where it’s crucial, you
know going into GCSEs, A Levels, university, he knows that whatever happens, I will give him as much as I can give him and support
him as much as I can support him".

photo by Zack Rowlandson
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Finances and money are a piece and part of a
series of interlinking hopes, dreams, concerns,
day-to-day challenges, relationships, fears, etc.
that all affect one another - that mental health
is connected to physical health is connected
to one's ability to work is connected to one's
ability to pay off debts is connected to one's
ability to give their child what he or she needs,
and so on.
GOWM describe this link when they
say, "the team feel that often the financial issues
and the emotional side of clients’ situations are inextricably linked and so it is only by tackling both
together that it is possible to enable the client to
move their situation forward".
One beneficiary described a recent
cancer diagnoses that made him drastically
rethink his debt - immediately he considered
selling his car, which he still owed £20,000 on
- he wanted to sell it to make sure that if anything happened to him his wife and children
would not be burdened with debt without his
earnings and support. This despite the fact
that the car was crucial to his work.
One way to do this is by seeing the
beneficiary as part of a family unit. Not only do
the beneficiaries we’ve spoken with intimately
value their children and parents, but they also
have a very strong sense of duty toward them,
so the care and support intended for the family
is as important, if not more, than the care and
support directed at the individual. “It is crucial
that I’m leaving a financial future for my children
and family where they are secure, happy, successful
and know that I was taking care of them and leaving something better than what I had,” said one
beneficiary.
Another shared how GOWM took
care of her family, "She was really nice and very
friendly. She did what she could. She couldn’t really
do a lot for me but when I spoke about my mum,
she said okay we can help there. So there by helping
my mum, she’s kind of helping me".
We've suggested having beneficiaries
understand and visualise themselves as a system - describe and show how their financial
situation is directly linked to their vision for
themselves and their family. Use a mind map
or a natural system like a tree to represent how
they are thinking about their finances and
money in relation to all the other pieces of
their life, and how they all affect one another.
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A balance of power and
love is necessary for a
money management
service to be effective

"But Mok is very approachable, someone that, the first time I saw
her, that smile and that welcoming is what I needed because I was
full of stress. She opened the door for me to feel welcome and to be
able to open up and tell her the reason why I was here".
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It’s the vital life balance Martin
Luther King Jr. alluded to when he
said, Power and Love: listening,
validating and understanding, or
what he described as ‘power’, balanced with clarity, honesty and directness – the part he called ‘love’.
It is the equilibrium necessary for
foundational change according to
King. GOWM wants to take care
of and scale this balance in its
approach and relationship with
its beneficiaries. For the GOWM
team that means supporting autonomy and independence, building capacity and being clear and
honest while also being understanding and accepting, empathetic, caring and believing in
people. For GOWM, this is a balance between listening and validation, and directness and advice.
"She is very, very… someone
who is very good at listening, is full of
patience, and she is very approachable".
Power is validation, listening and patience. One way this is
expressed is by supporting psychological security throughout
the process, particularly at the
beginning of the relationship. It’s
very difficult to share your world
through your spending and the
guilt and shame associated with
“failing” at your finances. The
sooner you can build trust and
allow clients to share all of the
things they are experiencing re-

lated to the “system” (see learning
four) of their finances, then the
more capable the support will be
able to respond to the “whole person.” Focus on warmth, start with
gratitude, affirm through understanding and normalise support
- that they are not bad people for
having financial issues (guilt versus shame). Also allow people to
discuss difficult topics through
metaphor or a medium they're
comfortable with - have them
draw a picture of their situation,
compare it to a song, have them
write a poem, etc. In other words,
connect with the way that person
relates to money through senses,
words, analogies and metaphors.
Mirror those terms back to them.
"I see things in pictures, so if
I'm thinking I’ve got a ship and I'm
running the ship, what do I need to
do?... that's how I process things. I'm
just seeing it as, okay, I'm running a
household, everything right now I
need to hone it in. They need to be
aligned and if one area is not okay it
kind of…".
Love means being direct
- letting people know that their
behaviours are not particular to
them and that for them to reach
their vision, they have to be honest about their relationship with
money, and that their relationship with money often correlates
to their relationship with other
things in their lives (see learning
seven). For example, do they feel

they need to buy things for people
to express ‘love’, feel ‘belonging’
and be ‘accepted’?
Have people take stock
of their emotions associated with
spending. Ask, “Where on your
body do you feel when making
purchases and what is the emotion?” Get them to reflect on that
emotion, where they think it’s
coming from and the assumptions
they have around those feelings
and spending. That is a reminder
that their emotional lives are not
separate from their financial lives
- you must be prepared to have
that conversation.
Love can also be expressed
by putting people's challenges
in perspective and reminding
them that it is temporary. "One
thing I learned is to keep calm, first
of all, there are a lot of things going
on around, just keep calm. Something will come up, something good".
Reminding people that they are
right where they need to be can
keep people from becoming overwhelmed.
GOWM at times simply
gives advice, and when done well,
can be incredibly loving, "It’s good
advice as well that Mok gave me,
that it’s good to try and open it and
see what’s happening and sort it out
earlier than to wait for debt collectors
to come to my door. Because it might
traumatise me more… Yeah and find
ways of supporting – better to support, than to leave it too late".
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learnings

People need calm
and reassurance,
so facilitate that

"One thing I learned (from Bromley by Bow) is that keep calm...
she said, you’d be shocked with, you know, you tested, you’ve been
tested time and time and time again".

photo by Joao Fernandes / aoleal.com
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We heard that beneficiaries, on their own, are discovering methods of respite, calm and mindfulness in
moments of turbulence and vulnerability. People are
being drawn to means of wellbeing in times of being unwell. Particularly, beneficiaries have described
greater physical, emotional and mental awareness
(mindfulness). One person shared, "I’ve slowly learned
to control that, so I learned a lot about my body, in the
sense that, I’m just learning, like I say, now if it happens, I
say, ‘oh, it’s happened before - you know you’re going to be
alright’ - I’m learning a lot about my mind more than anything. I’m just learning to control things a little bit better".
Several interviewees described some level
of patience, calm and assurance from the GOWM
team. One beneficiary said, "She made me feel calm.
I was panicking, I was all over the place. She told me to
calm down, we’ll sort it out, in due course we’ll get to the
bottom of it. But for now, stop panicking and stop having
that oh no, oh no, just say look, ‘I had a bad spell at the
hospital, but I’m getting back on my feet. I’m recovering
and I’m gonna do this and it’s not gonna be forever’. She’s
really good you know, she gave me some really good ideas".
We also heard procrastination creates higher levels of anxiety and stress, which makes money
management difficult. Supporting proactivity in
finances thus supports calm. "Don’t wait everything
for later. Just do what I have to do today. This keeps me
relaxed as well. Because sometimes, before I was scared
when I see bills or letters or whatever, I don’t want to open
it, I just leave it. Sometimes it builds up and after it’s even
worse".
Nearly every beneficiary we spoke to is experiencing at least some level of anxiety and stress, so
we also suggested supporting moments of breathing,
calm, silence and non-judgmental reflection and observation integrated into the service.
What's more, several people spoke openly
about how their faith has supported them through
their difficulties with stress and anxiety, physical
illness and finances. One woman shared, "And, they
say if you are a religious person, God tests those he loves
most and never burdens a soul with more than one can
bear. With that hardship that you go through comes ease.
That’s what they say in our religion. So my mum tells me
that everyday". People's religious and spiritual practice could and should be considered in the relationship between the service and the beneficiary (see
people as systems).
23

learnings

Our relationship to
money is complicated
and often indicative
of our relationships
with people
"I did lose myself. I would feel it, you know. The best way I could
describe it was like I was watching myself through a glass door - I
could see that I was in a situation that wasn’t serving me and wasn’t
helping me grow or anything like that".

24

There is, for example, a high correlation between co-dependency
and money issues, which is manifested through perfectionism,
correcting others’ mistakes, ignoring one’s own needs and catering excessively to others’, not
being able to say ‘no’ and establish
healthy boundaries, among others. We heard similar behaviour
throughout the interviews. One
beneficiary shared, "Years ago I
had this thing in my head where I
had to keep buying things for people.
I keep buying, made me feel good.
That was my habit. Spend, spend,
spend. It was great and I didn’t even
open the parcels half the time, it was
just there".
Across a range of relationships - parents, children and partners - people will spend without
makings sure that they are taking
care of themselves and the security of the family. This can manifest
itself in people not reflecting, and
particularly on their finances and
habits with money, one thing beneficiaries said GOWM supported
effectively, "…one of the things I’ve
never done is reflected to see what I’ve
spent my money on because that part
is quite scary when you start looking
at that… in my mind I should have reflected".
Several people we spoke
to also either specifically or indirectly discussed 'losing myself' in
relationships, which ultimately
impacted their finances, among
other things. One woman described being emotionally, physically and financially abused by her
ex-husband, "I was nobody, last ten

year I was home, and even I lost how
I was. I studied in Bangladesh – I lost
so much confidence and now I’m getting it, but still I’m panicking, still I’m
scared of everything. Even someone
strongly knock my door, I get scared.
So I think confidence… I’m so much
confidence now and I’m strong. I feel
I’m strong now".
These are topics that can't
be avoided and the GOWM team
discussed the importance of having honest and reflective conversations about their relationships
and their impacts on finances.
One theme, for example, appeared in several conversations
with Bangladeshi females (first

and second generation), where we
heard a dependence on family and
others around them to fulfil basic family functions - things they
would have to develop now that
they were on their own. One woman described this in her relationship with her ex-husband, "You
know [my husband] was my carer of
for ten years. He was my husband, he
was the father to my children, and he
left… Yeah, I became too dependent.
Too dependent on things like cooking,
cleaning, getting prescription medication, picking up the medication, taking the medication… He was doing it
all plus he was working and looking
after the kids".

photo by Zack Rowlandson
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learnings

The greatest gift,
at times, is insight

Many of the interviewees described the greatest help
they received coming through greater insight into
their own situation and into how other services and
bureaucracies work.
On several occasions, beneficiaries described
a peace of mind that came from a different perspective on their situation, particularly when it came to
things that were meaningful to them, like their children's relationship with their financial situation, as
described by one beneficiary, "Like I said, I don’t need
anything, I’m not very materialistic, but a lot of the things
that are worth anything are my son’s - PlayStation, stuff
like that… she said to me, listen, don’t worry, they send you
these letters saying that they’re gonna come and take these
goods, but unless you open the door and let them into the
property, they can’t do anything… and just having that little tiny bit of information, I know it seems a bit…".
Also, the changes in policy and bureaucracy
and the generally complex nature of accessing benefits one is eligible for is a focus for the GOWM team.
"I can’t remember but I think she said about the PIP because of my illness". Did you know about PIP before? "Yes,
but I didn’t feel I could get it because I thought that was for

disability and I didn’t count myself as disabled. That was
an eye-opener" Did you end up applying for PIP? "Yes".
The everchanging nature of systems can also
be overwhelming and confusing. "What was it? I think
it was 16 or 20 hours something like that… It was £211 to
start off with then it went to £150 and then it went down
to taking seventy (70%) percent of what you earn without
telling you… They kept moving it. They kept moving the
goal posts".
And systems can be relentless and set up to
maximise themselves. This is manifested in a relentless bureaucracy, among other things, so support
needs to be ongoing and empowering over time.
"I tried before many times, and didn’t really get
anywhere or, they’d agree for a certain amount for so many
months and then it would then just go back to paying quite
a lot".
Insight into one's own situation can be enlightening and life changing - this can come through
self-reflection. "I never write it down - now I write it
down. How much my money’s come and how much I’m
spending. I wrote it down every day, this is very helpful for
me".

"Actually with her, about the arrears, I applied for the DHP, the
Discretionary Housing benefit Payments. It is still ongoing, she is
advising me on how I need to do it… I spoke to Juliana, she helped
me to fill the form and everything. I never heard about these things.
She told me about this. And she told me about the Universal Credit
which I applied for. The first time they refused it, but after they accepted".
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learnings

Doing with and doing
for requires a balance
and is contextual

"She showed me how to do the things. We have proverb in my land;
they say, instead of you give fish for someone, teach them how get
the fish. Because if you give the fish you need to keep giving the fish
to them. But if you teach them how to get it, they're gonna get it
themselves... she was trying to teach me how to sort it out".
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The work at Bromley by Bow Centre
and GOWM is grounded in co-produced and empowering experiences.
GOWM is particularly aware of the autonomy it supports in its service users,
which was reflected in the feedback.
"She chased it up, or she told me to
chase it up. She gave me a list of things for
me to do. She didn’t actually do everything
for me. She gave me a list of things to do
and she said, alright, you need to do this,
you need to do this, you need to do this. So
I did what she said. It’s like giving you the
ownership of doing it yourself anyway so it’s
not taking it away from you, let someone
else deal with it - you’ve got the ownership
of it… Part of me wanted to sit back and let
someone else do it but you can’t go through
life like that, so I think them saying, ‘right,
you need to do this, phone up this one, do
that one and we’ll get back together".
What the interviews also revealed is that empowerment and autonomy must be broached case by case
and must be responding to where the
service user is at that particular moment. One benificiary spoke of an instance where another programme put
her in a situation that she wasn't ready
for, and it made her reluctant to seek
further support.
"I visited a lady... regarding my
financials… but what she told me, I was
shocked! She told me, I have go and do it
myself. I have to go and contact my creditors. I couldn’t stop crying. I said to myself,
if I could do it myself – of course I can, because I am a manager, I have experience,
I can speak English, of course I can call
them. Yes I can, but mentally I can’t because I feel scared... I didn’t want to come
because I thought maybe they will tell me to
do it myself again".
Another thing we discovered
is that there are always opportunities
for learning moments that GOWM
are mirroring behaviour that they want
beneficiaries to reflect "…and I meet so
many people outside, like I came to Bromley by Bow and see the people how they
talk, how they manage everything and how
they are doing the job. So I learned from
everybody".
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Even native English
speakers need a
'translator' at times

"Even if you tell them I’ve got this and this, they don’t listen".
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The 'professional' the 'bureaucrat' and the
'expert' are terms used to describe a culture, a dialect and a tribe or club, which
requires a particular tone, language and
know-how to effectively engage with and
speak to.
At times, the best a service can do
is provide a 'translation' to communicate
the needs and feelings of the service provider to other services. We’ve heard with
Getting on With Money beneficiaries
(and in other engagements) that people
find it necessary to have someone with
trust and respect to validate their needs
to others.
"To arrange the payments. Like I
want to make payments weekly. Because if I
call the council, they don’t want to do any arrangements, they don’t care. So I have to go
through an advisor, like an advice centre".
"Juliana called them and basically
said the same thing? “Yes, because she’s official. She knows what she’s talking about,
they’d listen. I was just a tenant… No, it’s the
same words in more of a technical way. So I
think to them that sounded better".
"I guess, because she’s an authority person, it was gonna be accepted… when
I called up [the council] they said there was
nothing I could talk to them about or negotiate or anything like that. It has to go through
[someone official]".
Others simply need support with
the nuance of the English language, par-

ticularly more technical language that
can keep them from getting done what
they need.
"They want more comments. So I
sent them the letter, but I don’t know what
they need. So Juliana write me a letter… she
sent me, so I print out. I took my letter saying
things like when I came here, my ID, my pay
slips, contracts… so I sent them these things
with the letter Juliana wrote me".
"…some letter, some benefit letter I
don’t understand what they’re saying is confusing and complicated. I understand that you
have to pay this part but why?"
And in one case a beneficiary
needed someone they trusted to communicate trust on another service's behalf –
to validate that it was a useful tool to help
them get out of debt, not a scam.
"I have one credit card and it was
39% interest a year. And the things I’ve done,
I took another credit card to pay 1 percent
fee for 23 months, like this. I never thought...
I hear advertisement of it on the TV, but I
never have trust this before, it was too good
to be true. Take one credit card and transfer
balance to pay another one".
Ideally, all services would be validating, understanding and empathetic. Unfortunately, we need services like
GOWM and others to be a ‘translator’ –
it’s a key piece of their service and should
be considered on a wider basis across
health, housing, advice and others.
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DO WE MEET EACH PERSON CURIOUS ABOUT
THE MIRACLE OF A HUMAN BEING THAT WE ARE
ABOUT TO CONNECT WITH? OR DO WE MEET A
POOR PERSON THAT WE ARE ABOUT TO HELP?
- PETER SENGE
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BEING ABLE TO THINK ABOUT SOME
OF THE DIFFERENT THINGS THAT
WE’RE BALANCING THAT WE’RE
MAYBE NOT EVEN CONSCIOUS THAT
WE ARE BALANCING, BECAUSE IT
COMES QUITE NATURALLY TO THE
TEAM, BUT ACTUALLY REALLY BEING
ABLE TO GRAPPLE WITH SOME OF
THE DILEMMAS ABOUT HOW WE DO
THINGS, SO HOW FAR DO YOU GO
IN ONE DIRECTION? WHAT SHOULD
THE LIMIT BE WITH THIS? SO BEING
ABLE TO ACTUALLY LOOK AT WHAT IT
MEANS FOR PEOPLE WHEN WE DO
DO CERTAIN THINGS. IT ENABLES
YOU TO THINK ABOUT THAT IN A
MORE APPLIED KIND OF WAY.
-JO GOODMAN / BROMLEY BY BOW CENTRE
(ON ALMOST ANY HOW'S WORK)
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